
Constituent Services
Sean Murphy

FY07 SOMERVILLE BUDGET HEARINGS



1. Implemented a state of the art Call Center

• Outfitted and oversaw the conversion of city hall space 
into a workable call center

• Hired three customer service representatives with strong 
service back grounds, a good working knowledge of 
Somerville issues, and fluency in the three primary 
languages spoken in Somerville

• Designed and implemented a training program for new 
hires
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2. Arranged for in-house responses to after hours queries 
resulting in:
A. Dramatic cost savings
B. Officer on the street
C. Additional savings through in-house solutions to formerly 

outsourced activities

Process
• Created a job description and developed a team to staff the 

police console at the public safety building with civilians
• Trained and enabled console operators to take after hours 

city calls in an effort to reduce reliance on outsourced 
phone services

• These activities freed up resources to allow an Officer to 
return to active duty on the street
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Salary Daily Pay Total Shifts per Week Total Weekly Salary Weeks in Year
 Yearly 

Expenditure 
715.22 143.04 21 3003.924 52.2 156,804.83$ 

Overtime Hourly Rate 26.82

Salary Daily Pay Total Shifts per Week Total Weekly Salary Weeks in Year
 Yearly 

Expenditure 
1197.09 239.42 21 5027.778 52.2 262,450.01$ 

Overtime Hourly Rate 44.89

rate as of 1/1/04 at Highest Step Rate rate as of w/e 5/20/06 at highest step rate
Day Shift (8AM - 4PM) $0.00

Day Division (8AM - 4PM) 4 weeks at $64.00 & 2 weeks $0.00 
1st Half Shift (4PM - 12 AM) $71.52

1st Half Shift (4PM - 12 AM) 4 weeks at $113.46 & 2 at $57.46 
Last Half Shift (12 AM - 8 AM) $71.52

Last Half Shift (12 AM - 8 AM) 4 weeks at $113.46 & 2 at $57.46 

Police Officer Overtime Console Operators Overtime 
Fiscal 2004 Console Overtime - $49,912.99 FY07 Budgeted Console Operator OT $15,000
Fiscal 2005 Console Overtime - $62,717.37

Pay $262,450.01 Pay $156,804.00
OT $56,315.00 OT $15,000.00
Differential $11,959.00 Differential $7,438.00
Total $330,724.01 Total $179,242.00

Additional Savings
In-house solution to out-sourced after hours calls $7,000

Cost for Console Operation Staffed by 
Constituent Service Employees

Cost for Console Operation staffed by 
Police officers 

Console Operators at Highest Step Rate

Police Officer at Highest Step Rate

Police Officer Differentials Console Operators Differentials 



3.  Collaborated with department representatives to populate 
the Customer Relationship Management tool and develop 
a city-wide information database
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78 FAQs 

FAQs viewed 2,103 times



4. Developed customer service training:
• Included phone skills and dealing with difficult people 

training
• Conducted these trainings for new hires and front line city 

employees
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5. Contracted with phone vendors to allow for 311 phone 
service for Somerville residents

6. Enhanced 311 services to allow for:
• Cell phone access
• TTY access
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7. Received and accurately responded to all of DPW’s phone 
calls
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3. Call Analysis: Total Calls

Calls & Requests by Week
Jan 17th – May 12th

*Vacation week.
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10.  Customer Service:  Status

Work Orders by Department 
(12/5/05 to 5/15/06)
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8. Crafted and carried-out a comprehensive marketing plan 
to increase public awareness of the new call center
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9. Marketing: Efforts this Month

APPEARANCES BY DIRECTOR

•2/14/06 – Sean met with the Kiwanis Club

•2/16/06 – Sean’s Mayor’s Report was broadcast (& re-broadcast…)

•2/21/06 – Sean presented to Disability Commission 

•2/28/06 – Sean and Brian presented to the Winter Hill Seniors 

•3/9/06 – Sean appeared on Senior Circuit program on 3/9/06 (& this was 
re-broadcast…)

•3/14/06 – Sean appeared on the Grand Union Show on SCAT TV (& this 
was re-broadcast…)

•5/12/06 – Sean presented to 15 Mayors and City Managers from Ireland

•5/14/06 – “The Model City” was published in The Boston Globe

•Weekly – The Boston Globe published 311 as the number to call for 
Somerville City services



9. Launched a comprehensive 311 Web presence to allow 
citizens to input and track online requests
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10.Tracked and gathered data on customer service issues
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15.  Customer Service Issues: Complaints and Praise

Type of Call Calls % of Calls
Complaint 269 65%
Praise 116 28%
Suggestion 30 7%

Complaints

•26% of these calls addressed Russell

•18% of these calls addressed Snow Removal

Praise

•51% of these calls complimented 311

•24% of these calls complimented DPW

Covers time period 12/5/06 to 6/2/06.



1. Increase public awareness of 311 through marketing 
and outreach programs 

CONSTITUENT SERVICES: FY07 Goals

D e a r  M r . / M s .  n e w  S o m e r v i l l e  r e s i d e n t ,  
 
L e t  m e  t a k e  t h i s  o p p o r t u n i t y  t o  w e l c o m e  y o u  t o  o u r  w o n d e r f u l  c i t y .  A s  a  n e w  r e s i d e n t  t o  o u r  c i t y ,  
I  t r u s t  y o u ’ l l  f i n d  S o m e r v i l l e  t o  b e  a  v i b r a n t  a c t i v e  c o m m u n i t y  t h a t  v a l u e s  a n d  e m b r a c e s  o u r  m a n y  
n a t i o n a l i t i e s  a n d  c u lt u r e s .  W e  a r e  p r o u d  o f  o u r  d i v e r s i t y ,  a n d  e m b r a c e  o u r  p a s t  w h i l e  w e  e a g e r l y  
a w a i t  t h e  c h a l l e n g e s  t h e  f u t u r e  b r i n g s .  
  
P l e a s e  t a k e  a  m o m e n t  t o  r e a d  t h r o u g h  t h e  e n c l o s e d  i n f o r m a t i o n ,  a n d  k e e p  i t  h a n d y  f o r  f u t u r e  
r e f e r e n c e .  T h e  i n f o r m a t i o n a l  g u i d e s  a n d  b r o c h u r e s  w i l l  h e l p  m a k e  y o u r  t r a n s i t i o n  t o  a  n e w  
c o m m u n i t y  a  l i t t l e  s m o o t h e r .  
 
I n  a d d i t i o n  t o  t h i s  v a l u a b l e  i n f o r m a t i o n ,  s h o u l d  y o u  h a v e  a n y  a d d i t i o n a l  q u e s t i o n s  p l e a s e  c o n t a c t  
o u r  3 1 1  C a l l  C e n t e r .  T h i s  s e r v i c e  a l l o w s  r e s i d e n t s ,  b u s i n e s s e s  a n d  v i s i t o r s  t o  c a l l  o n e  n u m b e r  t o  
m a k e  s e r v i c e  r e q u e s t s ,  o b t a i n  v a l u a b l e  c i t y  i n f o r m a t i o n ,  o r  b e  c o n n e c t e d  w i t h  a  s p e c i f i c  C i t y  
d e p a r t m e n t .  J u s t  d i a l  3 1 1  f r o m  a n y  S o m e r v i l l e  t e l e p h o n e ,  o r  6 1 7- 6 6 6 - 3 3 1 1  f r o m  o u t s i d e  o f  t h e  
C i t y .  
 
A l s o ,  b y  v i s i t i n g  o u r  W e b  s i t e  a t  w w w . c i . s o m e r v i l l e . m a . u s ,  y o u  c a n  f i n d  i m p o r t a n t  c i t y  
i n f o r m a t i o n  a n d  f a c t s  i n c l u d i n g : 
 
•  3 1 1  W e b  s i t e ,  t o  m a k e  r e q u e s t s ,  t r a c k  a  r e q u e s t ,  r e a d  F A Q s ,  o r  a s k  a  q u e s t i o n  o n l i n e , 
•  “ M y  S o m e r v i l l e , ”  w h i c h  h a s  s p e c i f i c  i n f o r m a t i o n  a b o u t  y o u r  a d d r e s s ,  s u c h  a s :  w h o  y o u r  

e l e c t e d  r e p r e s e n t a t i v e s  a r e ,  a s s e s s e d  v a l u e  o f  y o u r  p r o p e r t y ,  a n d  y o u r  t r a s h  p i c k u p  d a y , 
•  f o r m s  a n d  a p p l i c a t i o n s  f o r  l i c e n s e s  a n d  p e r m i t s , 
•  a  l i n k  t o  s i g n  u p  f o r  s n o w  e m e r g e n c y  a l e r t s  b y  e - m a i l , 
•  a  l i n k  t o  s i g n  u p  f o r  s t r e e t  s w e e p i n g  r e m i n d e r s  b y  e - m a i l ,  
•  t r a s h  p i c k - u p  g u i d e l i n e s  a n d  r e c y c l i n g  p o l i c i e s ,  a n d  
•  p a y i n g  c i t y  b i l l s  o n l i n e .  
•   
 

S i t u a t i o n a l  i n f o r m a t i o n 
 
 
S i n c e r e l y , 
 
M a y o r  J o s e p h  A .  C u r t a t o n e  
C i t y  o f  S o m e r v i l l e ,  M A  
 
S i t u a t i o n a l  i n f o r m a t i o n  - T h i s  w i l l  b e  i n c l u d e d  i n  l e t t e r s  t h a t  w e  h a v e  t h e  i n f o  o f  t h e  n e w  r e s i d e n t .  
 
F o r  y o u r  c o n v e n i e n c e  w e  h a v e  i n c l u d e d  s o m e  i m p o r t a n t  c i t y  i n f o r m a t i o n  s p e c i f i c  t o  y o u r  a d d r e s s .  
Y o u r  n e w  a d d r e s s  i s  9 3  H i g h l a n d  A v e ,  y o u  l i v e  i n  W a r d  3  P r e c i n c t  2 .  Y o u r  A l d e r m a n  i s  T o m  
T a y l o r ,  h i s  e - m a i l  i s  T F T A l d 3 2 @ a o l . c o m  .  H i s  p h o n e  n u m b e r  i s  6 1 7 - 5 5 5 - 1 2 1 2 .  
Y o u r  S t a t e  S e n a t o r  i s  P a t  J e h l e n ,  t o  c o n t a c t  h e r  o f f i c e  _ _ _ _ _ _ _ _ _ _ _ _ _ _ . 
Y o u r  S t a t e  R e p r e s e n t a t i v e  i s  D e n i s e  P r o v o s t  t o  c o n t a c t  h e r  o f f i c e  _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ .  
Y o u r  t r a s h  p i c k u p  d a y  i s  T h u r s d a y .   
Y o u  v o t e  a t  A  r o o m  i n  t h e  C u m m i n g s  S c h o o l ,  P r e s c o t t  S t r e e t  s i d e  ( p o l l s  o p e n  a t  7 A M  a n d  c l o s e  
a t  8 P M ) .   
 

Letter drafted 
by Sean 

Murphy for the 
New Resident 

Kit



2. Prepare Call Center to accept all T&P, Health, and ISD 
service requests by end of 2006

CONSTITUENT SERVICES: FY07 Goals

4. Call  Analysis: Customer Service Requests
Customer Service Requests by Week and Type

Jan 17 th – May 12 th

*Vacat ion week.

37 44 44 43 33 34 36 26 30 21 27 26
43

88 90
70 62

34 18
32 36

17 25 18 29 30
20

30
47

72

164

103

105 119

22 42
2 0

1

0

6
0

0

0

0

0
0

51
26 37

70
44

31

65

118
84

11

4 52

36

17

28

28

60

0

50

100

150

200

250

300

350

1/17-
1/20

1/21-
1/27

1/28-
2/3

2/4-
2/10

2/11-
2/17

2/18-
2/24*

2/25-
3/3

3/4-
3/10

3/11-
3/17

3/18-
3/24

3/25-
3/31

4/1-4/7 4/8-
4/14

4/15-
4/21*

4/22-
4/28

4/29-
5/5

5/6-
5/12

FAQ

Other
T&P
Health & Advocacy

B & G
NSTAR
Snow

Graffiti

Highway
Sanitation



3. Continue to assess DPW and T&P customer service 
systems, and suggest any potential improvements

CONSTITUENT SERVICES: FY07 Goals

18. Customer Service: Possible Fellow Project

1. In-depth interviews regarding procedures, staffing, facilities, etc. with 
City departments that have walk-up, phone, or web-based contacts 
with constituents, including Traffic and Parking, Public Works, 
Water/Sewer, Library, Treasury, City Clerk, Inspectional Services, 
and the Mayor’s Office.

2. Development and execution of methods to collect and analyze 
feedback from customers of all the relevant departments.

3. Analysis of data (phone records, transactions, people counter data) 
of relevant departments to model volume of customer service 
activity.

4. Inventory and mapping of city buildings that have walk-up customer 
service.

5. Audit of computer software and hardware that supports walk-up, 
phone, or web-based transactions.

6. Review and summary of best practices in customer service 
improvement from the public and private sectors.

POSSIBLE RESEARCH ACTIVITIES

19. Customer Service: Possible Fellow Project

1. Periodic presentations by the Fellow and a final plan should help 
answer these questions:

2. What model of customer service would make Somerville a national 
example of municipal customer service delivery?

3. What are the most “cutting edge” models for phone service (building 
on the current 311), for walk-up service, and for web-based service?

4. What other government entities (if any) or companies have 
successfully implemented parts of this model?

5. What would it take in terms of staffing changes, collective bargaining 
issues, facility changes, software purchase, development, and 
integration, or staff training?

6. What are the financial implications, in terms of both savings and 
investment?

7. In what phases could such a model be implemented?
8. What external resources (e.g. grants) might assist in carrying out the 

initiative?
9. How could the initiative be marketed? 

POSSIBLE DELIVERABLES



4. Continue to build the information database to include 
all City departments information (online) 

CONSTITUENT SERVICES: FY07 Goals

Goal
5 new FAQs 

per week



5. Expand operations

• Include all City information and service requests

• Improve city’s overall customer service delivery through 
training of front line staff, and confirmed migration of 
phone call

• Expand the means to reach 311 by continually 
activating new cell carriers as partners

• Activate TTY services

CONSTITUENT SERVICES: FY07 Goals


